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Patient Experience Report

Quarter 2 (July – September 2017)
Introduction

The purpose of this report is to provide a quarterly analysis of themes and trends in relation to patient experience. 
Data relating to complaints, concerns and compliments is taken from the Datix Risk Management System. Data for the Friends and Family Test (FFT) is taken from Meridian.
Patient Experience
The Patient Experience Team records on Datix the details of all complaints, concerns and compliments they receive. In addition, it is now possible for all staff to record a compliment or concern directly onto Datix themselves.
Complaints

Chart 12 shows the number of complaints received between April 2015 and September 2017:
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Chart 13 shows primary complaint outcomes closed between April 2015 and September 2017:
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Chart 14 shows complaints received during April 2015 and September 2017 that have been referred to the Ombudsman:
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Response Times and re-opened complaints

· The Trust continues to exceed the internal target of 90% for responding to complaints within 25 working days or agreed negotiated timescales with complainants
· The cumulative total of 96% during Q2 of 2017/18 demonstrates continued delivery of a timely response

· 3 complaints were re-opened in Q2 as complainants raised further concerns or felt dissatisfied with the initial response; further investigations have been completed and the cases closed with the appropriate actions taken from investigation findings
Complaint Outcomes 

· 51% of the complaints investigated in Q2 were upheld or partly upheld, providing an opportunity to make improvements to services which have been coordinated by the Patient Experience Team and divisions

· 29% of complaints are currently ongoing as parts of a complaints/divisional investigation, and timescales have been agreed with complainants

· A total of 17 Local Resolution Meetings took place in Q2 providing an opportunity to share complaint investigation findings with relevant staff to better understand the experiences of patients, relatives and carers
Data analysis - complaints
· Over the past 2 and a half years the number of complaints received by has fluctuated around a mean of 85 per quarter
· Between Q3 of 2015/16 and Q2 of 2016/17 the number of complaints remained well above the mean, before reducing to current levels
· There were 47 complaints received in Q2 of 2017/18, which if it is sustained would represent a statistically significant reduction over the 2 and a half year period
· The most common causes of complaint in Q2 were:
· Communication – Doctor (15.7% of the total)
· Clinical – Treatment (13.4%)
· Clinical – Diagnosis (10.5%)
· In Q2 of 2017/18, 28.2% of the 46 complaints received related to Emergency Medicine; next highest was Maternity with 8.7%

· Over the past 2 and a half years the proportion of complaints that were either fully or partially upheld has averaged 57.1%; quarterly this has varied from a low of 47.8% to a high of 68.6%, with no evidence of a trend

· The number of complaints referred to the Parliamentary and health service Ombudsman (PHSO) each quarter averages just over 2 during the past 2 years; since Q4 of 2015/16 there have been no more than 2 referrals in any particular quarter, which is consistent with the overall trend in the number of complaints received
•
In Q2 2017/18, there are 8 open cases with the PHSO under investigation, 2 investigations were completed by PHSO and not upheld
· Commentary from Head of Patient Experience: Following the introduction of the new patient experience infrastructure and Trust Complaints and Concerns Policy, providing a single point of contact for patients, relatives and carers ensures all contacts are triaged and investigated appropriately, working closely with the wider governance team to identify and escalate potential incidents and serious investigations; the consistent decrease in complaints indicates that our patients are having positive experiences when using our services 
Concerns

Chart 15 shows the number of concerns recorded between April 2015 and September 2017:
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Chart 16 shows concerns by top ten themes for quarter 2 – 2017/18:
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Chart 17 shows the number of appointment – cancellation / delay records by specialty for quarter 2 – 2017/18:
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Data analysis - concerns
· Over the past 2 and a half years the number of concerns recorded has fluctuated around a mean of 745 per quarter; this includes a statistically significant high of 1472 in Q2 of 2015/16 
· Since Q2 of 2016/17 the number of concerns has remained below the 2 year average
· At this stage there is no evidence to suggest that making it possible for all staff to add a concern directly onto Datix has significantly increased the number of recorded concerns
· The most common cause of concern in Q2 of 2017/18 was ‘Appointment – cancellation / delay’ (82 out of 533, or 15.4%); this was more than twice the number of concerns recorded for any other category
· The highest number of these types of concern (21, or 25.6% of the total) was attributed to Patient Administration, with the distribution amongst clinical specialties providing no conclusive evidence of specific issues
· The next two most common causes for concern were ‘Communication – admin’ and ‘Waiting time – for outpatient appointment’
· The themes reported above relate to capacity in specialties including Neurology, Endocrine and Urology which have been escalated to Divisional General Managers

Compliments

Chart 18 shows the number of compliments received between April 2015 and September 2017:
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Chart 19 shows compliments by top five themes for quarter 2 – 2017/18:
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Chart 20 shows the number of Praise – Nursing / Midwifery / Care team records by specialty for quarter 2 – 2017/18:
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Data analysis - compliments

· Over the past 2 and a half years the number of compliments recorded has fluctuated around a mean of 358 per quarter, whilst remaining within the upper and lower confidence levels
· This indicates that there hasn’t been a statistically significant change in the number of compliments received over that time

· At this stage there is no evidence to suggest that making it possible for all staff to add a compliment directly onto Datix has significantly increased the number of recorded compliments

· The most likely reason for receiving a compliment in Q2 of 2017/18 was ‘Praise – Nursing / Midwifery / Care team’ which accounted for 216, or 59.2% of the total
· This type of compliment was received by a large number of specialities, with the highest numbers recorded in Emergency Medicine (16.2%) and Cardiology (15.7%)

Friends & Family Test (FFT)

The Trust is required to survey patients about their experience, in particular asking to what extent they would recommend SFH to friends and family and submit the results nationally. These measures are also included in the Single Oversight Framework (SOF).
The dashboard below shows FFT response and recommendation rates for Q2 of 2017/18:
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Data analysis – Friends & Family Test
· Overall recommendation rates have remained around 95% for the past 3 quarters

· The inpatient recommendation rate was above 98% for all 3 months of Q2

· A&E response rates have improved significantly since May 2017 and was 12.1% in September; the recommendation averaged 92% in Q2

· The outpatient recommendation rate was above 93% for all 3 months in Q2

· The maternity recommendation rate average 99% in Q2 and was 100% in August 
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Chart 14 - Complaints received by quarter referred to Ombudsman
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[image: image17.png]Chart 18 - Compliments by quarter
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[image: image18.png]Chart 17 - Appointment - cancellation / delay records by specialty
quarter 2 - 2017/18
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[image: image20.png]Chart 13 - Complaints primary outcomes by quarter
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